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The Line-Terminal-Maintenance is one of the most important elements of the 
after-sales service for telecom products. The quality of customer-facing service will 
directly impact not only on the reputation of enterprise service but also on the 
customer’s loyalty. Nowadays, China Telecom is vigorously promoting strategic 
transformation and full-business operations, and our country has issued Labor 
Contract Law of the PRC. Based on this big background and from the perspective 
of human resource, this article analyses the problem of the original business model 
of Line-Terminal-Maintenance and the human resource management through 
discussing the adaptation of the Line-Terminal-Maintenance for the whole 
company’s development. 
We also combine the analysis with the theory and the management practice 
learned from the EMBA to try to find the way to solve the problem of 
Line-Terminal-Maintenance system，business process, technical support，market 
pricing and normative recruitment. We then put forward a new outsourcing business 
model for Line-Terminal-Maintenance and some suggestion for practice. In the end, 
we give the main conclusions of this paper. 
This article is divided into four chapters. 
 Chapter I introduces the research method of business model of 
Line-Terminal-Maintenance. In this part, we will outline the key concept, theory 
evidence and theory method of the research method of this business model. 
 Chapter II will introduce our company--Zhejiang Telecom. Then we will 
introduce the feature of Line-Terminal-Maintenance mode in the company and 
analysis current problems；  
Chapter III will introduce the model innovation of 
Line-Terminal-Maintenance outsourcing business；  discuss the significance of 
business model innovation and specific measures for implementation；  
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